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ABSTRACT 
 
 
The purpose of this study was to assess the effectiveness of the recruitment and selection 
practices and processes of services organizations, Kelly services and GD Express (GDEX). The 
need to attract and select a highly capabilities and skilled workforce in a tight and competitive 
market made the necessity adoption of best practices in recruitment and selection by services 
based organizations. It was to examine the recruitment and selection practices in Kelly Services 
and GDEX, the effectiveness of the recruitment and selection practices of both companies, and 
ways to improve the practices. Based on the investigation on best practices in recruitment and 
selection, three research questions were answered. Firstly, the adoption of best practices in both 
organizations is studied. Secondly, the effectiveness of the recruitment and selection methods is 
giving attention. Finally a comparison is made between the recruitment and selection practices of 
Kelly Services and GDEX to determine which organization implement better techniques. 
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ABSTRAK 
 
 
Tujuan kajian ini adalah untuk menilai keberkesanan pengambilan dan pemilihan amalan dan 
proses organisasi perkhidmatan , Kelly Services dan GD Express ( GDEX ). Keperluan untuk 
menarik dan memilih sangat keupayaan dan tenaga kerja mahir dalam pasaran yang ketat dan 
berdaya saing menjadikan keperluan amalan terbaik dalam pengambilan dan pemilihan oleh 
organisasi berasaskan perkhidmatan. Kajian ini mengkaji pengambilan dan pemilihan amalan di 
Kelly Services dan GDEX , keberkesanan pengambilan dan pemilihan amalan kedua-dua 
syarikat , dan cara-cara untuk meningkatkan amalan tersebut. Berdasarkan siasatan mengenai 
amalan terbaik dalam pengambilan dan pemilihan , tiga persoalan kajian telah dijawab. Pertama, 
pengambilan amalan terbaik dalam kedua-dua organisasi dikaji. Kedua, keberkesanan 
pengambilan dan pemilihan kaedah memberi perhatian. Akhirnya perbandingan dibuat di antara 
pengambilan dan pemilihan amalan Kelly Services dan GDEX untuk menentukan organisasi 
yang melaksanakan teknik-teknik yang lebih baik. 
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CHAPTER 1 
 
 
INTRODUCTION 
 
 
1.1  INTRODUCTION 
 
This study explains the basics and fundamentals of what managers need to be 
familiar about recruitment and selection practices. To work with people effectively, an 
understanding of both human behavior, attitude and various practices available to help 
us build a skilled and motivated workforce must be acquired.  
 
Most of today’s businesses focus more on human assets rather than physical 
assets. An organization can be readily purchase equipment, manufacturing facilities, and 
most technologies, but the human talent are much hard to come by. Candidates who are 
able add value to their clients’ businesses shows the ability of a good recruitment 
company in searching talents. Human Resources may set strategies and develop 
policies, standards, systems, and processes that implement these strategies in a whole 
range of areas such as recruitment and selection.   
 
Recruitment refers to the action of attracting, screening, and selecting potential 
and qualified individual who might join an organization. Selection may be defined as 
the process of choosing individuals who have relevant qualifications to fill existing or 
projected job opening. One the most important decisions made by managers is the 
hiring decisions. Without the right people in the right positions, neither a company nor 
individuals can execute exceptional performance. A foundation can be created by good 
hiring decisions for more effective overall company performance. Conversely, bad 
hiring decisions can spoil the organizational performance and are pricy to correct. 
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1.2         PROBLEM BACKGROUND  
 
It is an issue of services in today’s fast-paced economy competition. Much more 
focuses has been brought to a better service and how these objectives can be achieved 
through the Human Resources Management. The growth of service organizations is 
important with the reason of customer interface. The importance of the relationship 
between the customer and the service provider is the point that distinguishes service 
organizations from manufacturing organizations is. Because of the amount of change 
that has taken place in the last several decades, it is increasingly clear that the source of 
competitive advantage in many industries has shifted from effective execution and 
reliable processes to the ability to provide satisfactory customer service to the ability to 
excel in the area of customer relationship on a grand scale. Human resources is one of 
the sources of competitive advantage because they fulfill the criteria for being a source 
of sustainable competitive advantage (Wright, et al. 1994).  
 
As the world’s economy globalizes and competitors proliferate, competitive 
advantage is a compelling reason to do a business with an organization has become 
increasingly important. Perhaps the most common approach to create competitive 
advantage is to be less expensive than competitors. For industries that are truly 
commoditized and hence actively competing for customers, cost seems to be a logical 
option. However, competing on cost is a difficult game to win. In addition, competition 
comes not only from small players in underdeveloped countries but from large 
corporations in developed countries. Southwest Airlines, Wal-Mart, and the retail chain 
Carrefour welcome a commoditized business environment.  
 
The point is that traditional sources of competitive advantage such as cost and 
product are becoming more and more difficult to maintain. If survival depends on 
maintain a compelling reason for customers to choose one business over another, and it 
does playing field is tougher today than yesterday and will become even more difficult 
tomorrow as competitor and technologies proliferate. 
 
It is often heard people are the most important variable for and organization’s 
success. Gratton 1997 shows that most companies believe that rather than financial or 
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technological resources, human resource can offer a competitive advantage. In a study 
of good companies that became great companies, Jim Collins (2001) identifies hiring 
the right people and putting them in the right positions as a common practice among the 
most effective companies. This step eliminating problems of managing and motivating 
people, the right ones are motivated, are committed to the success of the organization, 
and see that success linked to their personal success. 
 
The success of a business or an organization is directly affected to the 
performance of those who work for that business. There is a linkage between HR 
practices, competitive strategy and performance (Jackson 1987). Underachievement can 
be a result of workplace failures. Because hiring the wrong people or failing to 
anticipate fluctuations in hiring needs can be costly, it is important that conscious efforts 
are put into human resource planning (Biles et al, 1980). If organization does not have 
the right people although it possesses the latest technology and the resources, it will be a 
need to put strenuous effort to achieve the objective and results required. This is true 
across the business activities, for example restaurants, hospitals, and airlines industry. 
 
Recruitment and selection are critical human resources functions for service 
companies. Recruitment is just the initial process to be carried on. Rynes (1990) 
suggested that “recruitment encompasses all organizational practices and decisions that 
affect either the number, or types, of individuals who are willing to apply for, or to 
accept, a given vacancy”. Recruitment and selection also play important role in ensuring 
worker performance and positive organizational outcomes. As Mullins (2010) notes: ‘If 
the HRM function is to remain effective, there must be consistently good levels of 
teamwork, plus ongoing co-operation and consultation between line managers and the 
HR manager.’ 
 
In a highly competitive marketplace, businesses need to make sure they get 
value from its performance. Employing the wrong person for certain position is a costly 
mistake to make. Poor choices at the recruitment stage can be costly. The organizations 
need to ensure for candidates competencies are well qualified physically and 
intellectually to sustain competitive advantage in the marketplace.  
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One of the reasons that businesses consider to start hiring, when employees are 
needed, is due to the high amount of cost in hiring. It is easy to forget that employing an 
employee, not only charging in terms of cost, but once add in the cost of recruiting, 
training and more, and the dollars will start growing. The future of industries depends 
upon the ability of the HR to innovate and bring in service orientation among all 
employees from top to bottom. 
 
1.3  PROBLEM STATEMENT 
 
It is a difficult task for organizations to search, recruit, and select talented people 
in today’s tight labor market. As there are fewer qualified talents available, the 
competition is intensifying. This shortage leads to absolutely essential for organizations 
to conduct effective recruitment, selection, and retain quality talents. What is more is 
that acquiring the right talent is becoming an increasingly complex and challenging 
activity. 
 
Recruiting has always been a stitch in the side of company productivity. It is 
expensive. It is time consuming. Even though study after study shows the high cost of 
employee turnover in time, money, and lost productivity recruiting has continued to 
often be rushed and superficial. When the rubber hits the road, managers often just want 
a warm body. 
  
Recruiting staff is a very costly practice. It is also a mandatory part of any 
business to conduct this practice in order to survive in the marketplace. The cost of 
simply finding the right person to hire can be hefty. Business advisor, William G. Bliss 
names various, potentially high costs in the process of recruiting alone: advertisement, 
time cost of internal recruiter, time cost of recruiter's assistant in reviewing resumes and 
performing other recruitment-related tasks, time cost of the person conducting the 
interviews, drugs screens and background checks, and various pre-employment 
assessment tests.  
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Organizations have to put more efforts other than offering attractive salary to 
attract qualified talents. With the numerous job opportunities currently available, 
candidates are difficult to please. They are looking not only just an attractive wages, but 
talents are choosing organizations that can provide them various kinds of benefits, the 
potential career advancement, and an environment in which they feel comfortable to 
learn and thrive. If an organization failed to fulfill these requirements, job seekers may 
find another company that does. Thus, it is important for organizations to understand 
exactly what they can offer to potential employees, then highlight their best features 
when recruiting candidates. 
 
1.4 RESEARCH OBJECTIVES 
 
I. To investigate the recruitment practices in service organizations; 
II. To identify the effective recruitment practices in selecting qualified talents in 
service organizations; 
III. To propose suggestions for better recruitment practices in service organizations. 
 
1.5 RESEARCH QUESTIONS 
 
I. What are the recruitment practices implemented by service organizations to 
attain qualified employee? 
II. How effective are the recruitment practices in selecting qualified talents in 
service organizations? 
III. What suggestions can be proposed to better recruitment practices in service 
organizations? 
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1.6       RESEARCH FRAMEWORK 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
                         Input 
 
Figure 1.1: The Research framework 
 
 
 
1.7      SCOPE OF STUDY 
 
The study was focused on the investigation of recruitment and selection 
practices in Kelly Services and GDEX in Kuala Lumpur. This study covers two areas of 
the service organization’s strategy for recruitment and selection practices. These areas 
include the recruitment process and the selection methods. There are specific steps used 
to implement the organization’s recruitment process and selection method in these areas. 
Job Analysis 
 Job Description 
 Job Specification 
Selection Method 
 Interview 
 Test 
Recruitment Source 
 Internal source  
 External source 
Talents 
Qualification 
Output 
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Procedures will be assessed and several issues are found such as instruments of job 
analysis, recruitment process, internal vs. external recruitment and selection methods. 
These steps will be further discuss and analyze in this study. 
 
1.8      SIGNIFICANCE OF STUDY 
 
It is necessary for organizations to select a right person for right job, so 
recruitment is one of the crucial activity for any company. The employees of the 
organization have great impact on the performance of the organization and it definitely 
must be treated seriously.  
 
Recruiting the wrong people for the organization can have adversely impact to 
the organization, which can lead to increased turnover rate, increased costs for the 
organization, and dragging down the morale of current workforce. Such employees are 
likely to show dissatisfaction, unlikely to give of their best, and end up pushing their 
performance into certain limit. Managers will have to spare their time on further 
recruitment exercises to assess the positions to be filled, and also the type of attitude, 
abilities, and skills needed to fill it. 
 
On the other hand, hiring the right employees for business can positively affect 
organization’s performance, such as lower turnover rate, better company culture, greater 
production and bottom-line profit. Avoiding some of the common problems experienced 
by businesses as they recruit and select employees improves chances of success. Thus it 
is necessary to establish the right recruitment strategy in order to create a better 
customer experience and positive internal culture.  
 
Poor hiring decisions can be reduced by investing recruitment process and in 
skilled recruiters. When recruiter choose a candidate based upon the qualifications 
demonstrated in the resume, the interview, employment history and background check, 
they will land the best fit for the position. Based on the decisions about a specific 
candidate upon specific evidence rather than any gut instincts. If recruiter hire people 
who can do the job instead of people that merely like, there will have higher 
productivity and quality in products or services. 
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Once effectively recruit and select the right employee, there is a positive effect. 
A new hire will do their job well. Employees will see that wise decisions have been 
made. Employers will gain respect from their workforce, and it will get higher 
productivity as a result of that respect. This positive attitude will affect the quality of 
products or services, and ultimately, customers' perceptions of company. 
 
One of the reasons why effective recruitment and selection is important for any 
organization is the cost. There are many ways show effective recruitment practices can 
avoid financial losses. For example, if candidate's competency is precisely assessed, he 
or she may performed well and make great improvement that can enhance productivity.  
 
The amount of time to hire a new employee will be decreased and the employee 
productivity will be increased simultaneously by establishing and maintaining an 
effective recruitment practices. Thus to make sure business owner and employees can 
realize the benefits much sooner, investing the time to develop an effective recruitment 
process is needed to be implemented. 
 
1.9    OPERATIONAL DEFINITION 
 
Human Resource Management is the process of managing human talent to achieve an 
organization’s objective. 
 
Recruitment is the process of identifying and attracting a group of potential candidates 
from within and outside the organization to evaluate for employment. 
 
Selection is the process of choosing the most suitable person out of all applicants. 
  
Talent refers to the employees in critical jobs in an organization. 
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CHAPTER 2 
 
 
LITERATURE REVIEW 
 
 
2.1  INTRODUCTION 
 
This chapter deals with the topic of recruitment and selection practices of service 
organization. Some of the relevant areas would be reviewed and several literatures 
would be selected. Information about aspect of previous works which related to this 
study also has been mentions in this chapter. 
 
2.2  COMPETITIVE ADVANTAGE 
 
When a firm is enforcing a value creating action not being implemented by any 
competitors at the same time instant, then the firm is to be said had a competitive 
advantage (Barney, 1991). A common feature of organization is to gain competitive 
strength and maintain their competitive advantage for as long as possible in the 
marketplace. Barney (1991) said “in order for a resource to qualify as a source of 
sustained competitive advantage, the resource must add value to the firm, it must be 
rare, it must be inimitable and it must be non-substitutable”.  
 
2.3  HUMAN RESOURCE MANAGEMENT 
 
Human Resource Management is a typical new approach to management of 
personnel which attempt to obtain competitive advantage through highly committed and 
skilled workforce, (Storey, 1992). This new approach focused on employees as an 
important resource for the organization. One of the key contributing factors to the 
success of an organization is considering as human resource management practices 
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where it extends to a strategic plan to manage and motivate employees (McKenna and 
Beech, 1995). Human resource management is both a business practice and an academic 
theory and that developing strategic plans to manage a workforce in an organization so 
it could create a competitive advantage in the market (Schuler & MacMillan, 1984). 
HRM plays important role in helping an organization to gain competitive advantage 
apart from recruiting (Islam, 2006). The organizations are placing their efforts on the 
practices of HRM to gain competitive advantage. According to Noe and Wright (2006), 
Human resource management refers to the activities, practices and systems of an 
organization that has to do with recruitment, selection, training, appraisal, and 
motivation that influence employees in term of behavior, attitudes, and performance. 
Issues related to people such as compensation, hiring, performance management, 
organization development, safety, wellness, benefits, employee motivation, 
communication, administration, and training are deal with HRM (Heathfield, 2006). 
Wright, et al. (1994) have shown that the reason human resources management can be a 
source of competitive advantage because it enhances the understanding of the process of 
recruitment and selection, which is the main title of this study. 
 
2.4  DEFINITION OF RECRUITMENT  
 
The next step is to attract applicants once a job has been outlined and the 
qualities of the ideal candidates specified (Robertson and Smith, 2001). According to 
Costello (2006), recruitment is described as the processes used to receive a suitable 
talents willing to offer services to an organization at the right time and at the right place 
so that it benefits both the people and the organization. In other words, the recruitment 
process provides the organization with a good number of aspiring employees judged as 
qualified from which judicious selection can be made to fulfil the job requirement. 
Jovanovic (2004) said “recruitment is a process of attracting suitable candidates for the 
selection process”. Proper employment planning and forecasting can lead to successful 
recruitment. Recruiting will need to include finding required job skill as well as 
matching personal chemistry to company culture and it will be the front line of offense 
in creating a comprehensive team that brings out the best in each member (Harriet 
Hankin, 2005). According to Barber, recruitment includes those process, activities and 
process carried on by the organization to recruit an efficient labour force that would 
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meet organizational objectives. Newell and Shackleton (2000) also refer to recruitment 
as “the process of attracting applicants who make a contribution of their skills, qualities 
and abilities that are needed to meet the job requirement for the particular organization”. 
Most definitions of recruitment emphasize the organization’s efforts to identify, attract, 
and influence the job choices of competent applicants.  
 
2.4.1  The Process of Recruitment  
 
An objective of recruitment and selection is also to develop procedures that 
would help the HR department to choose the right candidates for the job (Cowling & 
James, 1994). The skills, abilities, and knowledge needed by the organization might be 
get through the process of recruitment in some situation. (Bratton & Gold, 2003). 
Indeed Smith et al. (1989) suggest that the more effectively the recruitment stage is 
implemented, the less important the actual selection process becomes. Job analysis is 
the first stage in the process when an organization decided to fill an existing vacancy 
through recruitment. Once a job analysis has been conducted, the organization has a 
clear picture of the particular job requirement, and can then begin the process of 
recruitment to attract suitable candidates for the particular vacancy. In some situations, 
the skill needed by the organization might be obtained through the process of 
recruitment (Bratton & Gold, 2003). According to Torrington and Hall (1991), three 
components can be distinguished in a recruitment procedure. First is the job analysis 
which is performed in order to gather all relevant information about the job demands 
and to set the hiring standards. The second component concerns the recruitment 
strategy, the strategy to spread all relevant information among the possible set of 
candidates; and the third component is the selection method, the purpose of which is to 
screen the applicants’ abilities and traits in order to assess the degree of success and 
compatibility of the individual in the organization. Since the selection, criteria follow 
the requirements of the job position, the process of recruitment and selection is aimed at 
making sure that the right competencies are identified to ensure a satisfactory 
performance. (The highland council, 1999). 
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2.4.1.1    Job Analysis 
 
Before recruitment of a new employee can begin, a process of job analysis must 
be conducted. Job analysis is a process of collection information about particular job. 
This information is crucial for successful recruitment and selection the data collected 
will give those responsible for the recruitment process a clear picture of the job to be 
filled. The information will also be useful in a number of other human resource 
management related functions. Sanchez (2000) noted employees are a good source 
because asking them makes the system acceptable and plausible, but less suitable in 
other ways, such as they may not understand the paperwork and many not be motivated 
to give accurate information. Morgeson and Campion (1997) pointed out that job 
analysis relies heavily on subjective judgement, so is open to many types of bias 
documented for such judgements. For example, judgements may be subject to 
conformity pressures, if management has definite views about the nature of the job. 
Dick and Nadin (2006) said that “gender discrimination in employment often starts with 
job analysis, which incorporate gender biased assumptions”. Cucina, Vasilopoulos and 
Sehgal (2005) found that job analysis can be biased by personality, people tend to think 
the job needs the traits they happen to possess. Morgeson et. al (2004) found that the 
choice of wording in job analysis makes a big difference. Describing the job in terms of 
abilities, as opposed to tasks, created considerable inflation in frequency and importance 
rating, even though the two sets of wording were nearly identical. Job analysis leads to 
two major documents, which are job description and person specification. 
 
2.4.1.2    Job Description  
 
A job description contains a statement of the job responsibilities, its essential 
function, reporting relationships, working condition, and required credential. Once 
sufficient data has been collected about the job, a job description must be prepared. List 
of tasks, duties, and responsibilities that a job entails are contained in a job description 
(Noe et al., 2006). The job description is generally used to indicate the duties and 
requirement of the job as well as to identify the objectives associated with each specific 
task. It sometime gives a general picture of the position while making emphasis on the 
important functions of the job. It is a useful tool for the job applicants (Bach, 2005). 
13 
 
These are very useful documents that can be a basis for many other human resource 
management related processes. There are many wrong hiring decisions at the initial 
stage of recruiting since the company has not clarified what exactly wanted in the new 
hire. For example, the different people with whom the new hire will interact may have 
their own ideas about the perfect job candidates. If the demands of the job and position 
is clear, applicants would always apply for the job. A job description should include 
many criteria such as the job title, overall purpose of job, duties, working conditions, 
grading, remuneration and the benefits. During performance appraisal the supervisors 
also use the job description to compare the employee's actual performance with the 
required one (Personal communication, 2006). 
  
2.4.1.3    Job Specification 
 
The job specification is developed after the job description is finalized. It is a 
statement that stress on the personal qualities, knowledge, experience, background, 
personal attributes and other relevant factors which are required for the job. It is actually 
a revision of the person description with involves to the person required to perform the 
job (Dessler, 2003). The purpose of the job specification is to identify the role, 
determine the agreed criteria to be used in the selection of candidates, and select the 
suitable candidate to perform the role. Agreed criteria provide a consistent and objective 
set of standards for all applicants and a structured means of candidate assessment. The 
job specification is done with the use of some particular key aspects amongst which is 
the competences. (Gareth, 2004). To sum up, the mind map of recruitment process is 
shown in Figure 2.1. 
 
 
 
Figure 2.1: Job analysis in recruitment Process 
Recruitment 
Job 
Analysis 
Job 
Description 
Job 
Specification 
14 
 
2.4.2   Recruitment Strategies 
 
Generally, organizations can recruit internally from those already employed by 
the organization, or source from the external labour market. A policy of internal 
recruiting is one component of high-performance work systems and companies that 
practice internal recruiting are more likely to be successful financially than companies 
that rely on external recruiting for top talent. This is because internal recruiting is cost 
effective compared to external recruitment and is considered to enhance organizational 
commitment and job satisfaction, which lead to lower employee turnover rates and 
higher productivity (Bernardin, 2003).  
 
Among the external recruitment sources, a study conducted by Lockwood and 
Ansari (1999) on recruiting scarce IT talent, identified a list of successful recruiting 
practices in descending order from most to least successful. These were: employee 
referral programs; dedicated information technology recruiters; speed hiring; local print 
and radio advertising; company Web sites with employment opportunities pages; 
college recruiting and job fairs.  
 
College recruiting is especially appropriate for the recruitment of younger 
workers (Marchington and Wilkinson, 2002). Executive search firms are used especially 
when firms lack in-house capabilities, when confidentiality is crucial, and when speed 
of recruitment is a priority. Further, using recruitment agencies tends to reduce vacancy 
durations (Adams et al., 2000; Roper, 1988 cf. McGuinness and Bonner, 2002) and 
hence many organizations have increasingly ‘externalized’ recruitment activities, 
especially executive recruitment (Torrington and Mackay, 1986 cf. Iles, 2001). 
However, this method is expensive and these agencies do not appear to use more 
sophisticated techniques than references and interviews (Clark, 1993 cf. Iles, 2001). 
Moreover, informal sources, for example employee referrals, direct applications, and 
friends or relatives familiar with the organization may yield higher performing and more 
stable employees than formal recruiting sources e.g. newspaper advertisements (Decker 
& Cornelius, 1979; Gannon, 1971; Reid, 1972 cf. Swaroff et. al, 1985). One possible 
reason for this differential effectiveness is that informal sources provide more realistic 
